
•

•

•

•

•

•

•

•

•

•

We will, therefore, implement the following incentive plan:

Tier I

IfBA-PA "iolates a metric within a thirty (30)-day period and a CLEC (and

by extension its customer) does not receive a service, then the CLEC is to-receive its

actual, out-of-pocket payment on a pro-rated basis.

No liquidated damages are available for this first month, but that should not

be misconstrued as a waiver of enforcement. In fact, and the provisions of these remedies

notwithstanding, this Commission retains full authority to impose penalties available

under Section 3301 of the Pennsylvania Public Utility Code, particularly ifa CLEC

demonstrates intentional violations of a metric by BA-PA.

Tierll

If the complained-ofbehavior and a metric violation persists beyond

thirty (30) days, then the CLEC is to receive its actual, out-of-pocket payment on a pro­

rated basis. Beyond thirty (30) days but prior to sixty (60) days, liquidated damages in

the amount of $2,000 per metric violated, per affected CLEC, will also be paid. These

liquidated damages are not available to the CLECs unaffected by the performance

defiCIency. It is not our intent to create a-sort of"class award" to the CLECs when not all

the CLECs may be adversely affected by the performance deficiency.

If the complained-of behavior and metric violation persist beyond sixty (60)

days, then a second liquidated damage penalty of $4,000 will be imposed per metric

violated, per affected CLEC. These liquidated damages are not available to CLECs

unaffected by the performance deficiency.

l .

•1-
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If the complained-of behavior and metric violation persist beyond

ninety (90) days, or if more than five (5) different metrics per CLEe are alleged to have

been violated, then the Parties are required to make a ~ling with this Commission

detailing, with specificity, the nature of the problem and all efforts to correct the same.

BA-PA will be free to argue such defenses as immateriality. We hasten to add, however,

that any argument for the return of damages paid carries with it a high burden of

persuasion on the part ofBA-PA. By contrast, the CLEC may argue for greater damages

up to 525,000 per month...

All pro-rated payments and liquidated dan' ages "flow" back to the affected

CLEC according to federal law rather than to the Commonwealth General Fund.

Tier III

If the violation of the metric complained of is an industry-wide problem

within the Commonwealth, then in addition to the remedies descn"bed at Tier II, the

violation of a metric beyond ninety (90) days may trigger the request by this Commission

to the FCC for the authority to restrict BA-PA's entry into the long distance market on a

geographic basis, for a period of time, or both. The Commission will immed@tely

petition the FCC to establish the proper procedure for such a request in order that Tier III

controls will be in place prior to BA-PA's Section 271 Application.

In the event that the FCC refuses to grant a request for preclusion authority

or delays consideration of the request, then the Commission may reconsider the

establishment of a statewide Universal Service Fund contribution at the levels and

according to the formula set forth in the Recommended Dec·:sion.

I69449vl
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Finally, these performance measures, standards and remedies shall be

~ffective, consistent with the provisions of this Opinion and Order and continue beyond

the filing and resolution ofany Section 271 proceeding commenced by BA-PA.

B. Section 271 Application

1. Parties' Positions

AT&T maintained that, if system-wide failures were found, the

Commission should not support BA-PA's Section 271 Application. AT&T also

advocated that, if systemic failures are discovered after BA-PA has been granted

Section 271 authority, the Commission should petition the FCC to revoke or suspend

BA-PA's Section 271 authority. (AT&T M.B., p. 76).

MCIW asserted that, ifTier II penalties are invoked, the Commission not

support BA-PA's Section 271 Application. MCIW added that, if Section 271 authority

has already been granted by the FCC, the Commission should initiate an investigation

into the quality ofBA-PA's service. (MCIW St 1.0, p. 14).

SprintlUnited asserted that,-as a Regional Bell Operating Company

(REOC), BA-PA has additional obligations under Section 271. SprintlUnited argued that,

if an RBOC having Section 271 authority exhibits a repeat pattern ofproviding disparate

service, the RBOC should automatically lose its right to sell in-region interLATA toll

service (i.e., sell long distance service to new customers). SprintlUnited claimed that in

order to regain authority, the RBOC has the burden ofdemonstrating that its operations

have been corrected and that it is now providing parity service. According to

169449'0'1 161
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effective way to proceed with respect to White Pages by

calling a Verizon witness, Renie Spriggs -- is that correct?

MR. MONAGLE: Renie, Your Honor.

MS. SPRIGGS: Renie.

J JUDGE WEISMANDEL: Renie. Thank you, ma'am.

t ..

-,

Renie Spriggs, and she has a presentation that should

address a number of the items and staff believes will

provide a foundation for any further questioning and

comments.

So without any further ado, unless someone has any

oth~r preliminary matters that we need to care for --

(No response.)

JUDGE WEISMANDEL: Apparently not.

Ms. Spriggs, could I ask you to stand and raise your

~ight hand, please?

Whereupon,

RENIE SPRIGGS

was duly sworn.

JUDGE WEISMANDEL: Thank you.

~aram.

Please be seated,

MR. MONAGLE: Ms. Spriggs, will you please state yc~~

na~e for the record?

Y1S. SPRIGGS: I'm Renie Spriggs.

MR. MONACLE: What is you~ position with Verizon?

MS. SPRIGGS: I'm a Director of Wholesale Quality

COMMONWEAL TH REPORTING COMPANY (717) 761-7' 50
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Assurance.

that are reported across the region to various

MR. MONAGLE:

.\ position?

MS. SPRIGGS:

jurisdictions.

MR. MONAGLE:

MS. SPRIGGS:

What are your responsibilities in that

I accurately review all the metrices

In conjunction with TISOC operations?

In conjunction with TISOC and all

operations across Verizon.

MR. MONAGLE: Prior to your present position, what

was your position with Verizon?

MS. SPRIGGS:

Mid-Atlantic States.

MR. MONAGLE:

cl:::'!lously?

MS. SPRIGGS:

!v1R. MONAGLE:

I was the director of the TISOC in the

And that included Pennsylvania,

Yes, it did.

Have you prepared an overview c:

Verizon's White Pages directory listings process for CL~Cs?

MS. SPRIGGS:

MR. MONAGLE:

Yes, I have.

Your Honor, may we have this marKe8 ~s

ex~.ibit ? 'I'his is a presentation that Ms. Spriggs .:s

I don't know if we ~ave any order o~ eX~lCl~

~~~Ders, Your Honor.

0U~GE WEISMANDEL: We had a 1 last evening -- we~~,

Was that Verizon or AT&T 1?

COMMONWEALTH REPORTING COMPANY (717) 761.7150
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set co make sure everybody is on board. LSRs are received

by GUI or EDI and what happens

which is an application-to-application transaction. We

our GUI application, or they can send us LSRs using EDT,

Could you define

I'm sorry; the web GUI is the generic

Our customers actually send us LSRs using

MS. SPRIGGS:

MR. MONAGLE:

user interface.

scarted out three years ago receiving faxes, the LSRs were

sent to us via fax 100 percent of the time. Today, however,

;, we don't receive faxes, literally do not receive faxes;

everything comes through the GUI or by EDI.

Once the CLEC releases the LSR to the Verizon

systems, it hits our gateway system, and at the gateway

system a determination is made whether or not this LSR ca~

flow through to completion untouched by human hands.

percentage of our LSRs, a little less than half of our ~s~s,

do flow through to completion without intervention of ~~~a~

~.a:;ds . If the LSR is coming through the gateway a~d :: ~~~s

c~~ply with the flow-through category, it actually goes ~~

c~r serVlce order generator and, in the case

?e::::sylvania, through SOP DOE and oue to our service oreer

~=cess sys~eT where a confirmation ~s ~et~rned :0 C~~

If the order aoes not comply with the f~ow-

c~rough criteria, it is then dropped to the TISDC, the

operations center, where the service order is processed tv

C:=Jr.,1MO"JWEA L TH REPORTING COMPANY (717) 761·7'50
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-::ne service representative.

We want to focus mainly this morning on those manual

processed orders.

First, let's size the issue. What are we talking

~he volume of resale, 6 percent were new connects and 94

That's an important number because

For resale, from February to January of this year,about?

percent were migrations.

i

, 'I
I,

II
'I
I

'Ii for migrations these orders can actually be identified as a

retained listing service order, and if a listing lS

retained, then it just flows straight through to direc~ery,

very little chance of error; even though a human is ac~~a~:v

manually processing that particular order, very little

, chance of error because the listing can be retained if ~he

., customer is being migrated from Verizon to you, our

ct.:stomer.

For platform, you can see that 3 percent are ~ew

but 97 percent lD a year's t2-me is a1.l
, ,

T~2-g~a:.:. =~-- I

agaln, less of a chance of an error.

For L~E loops, the new loops that come l~~e us,

percent or 32 percent of UNE loops a directory -, '

~::.st l:-:.::J' ~_3S

t,e ::'ssued.

abeut

resale flows -::hro~gh? .~cut 45 perce~t flows throus~.

~~C~ of the L~E orders, all UNE including platform ~~~?

J.i::c....:t 53 percent flows tr:rough. Therefore, slightly ~cre

cor.H.'~ONWEA,-TI-c REPORTING COMPA"-Y i 717) 761-7150
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Jones meant by proposed.

MS. JONES: I actually would like to know whether

it's being reported on. I'm sorry of the use of my words.

JUDGE WEISMANDEL: Do you know? Do any of the

S witnesses know?

sent out on time.

JUDGE WEISMANDEL: And is it being included in the

that reports out whether the listing verification report is

The GE-1 metric is a metricI know.MS. FALCONE:

;11 ongoing commercial availability reporting and testing that' 53

il going on even as we speak?

MS. FALCONE: Yes.

13 I JUDGE WEISMANDEL: Yes, it is?

MS. FALCONE: Yes, it is.

JUDGE WEISMANDEL: Thank you. So it's not proposed.

MS. JONES: Thank you. I'm sorry, Your Honor.

Ms. Falcone, since it appears that you know abou~

. this metric, would the supplemental listings that were

~ss~ed in the 2000 to 2001 directories, would they be

captured by this metric?

MS. FALCONE: Yes.

MS. JONES: They would?

MS. FALCONE: Yes.

MS. JONES: And how

MS. FALCONE: The metric is just a measure of whether

COMMONWEALTH REPORTING COMPANY (717) 761715'J
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the report went out on time.

Pittsburgh area, went out as late as February 6?

metric even though the supplement, the one for the

It's not a listing

So they would be captured in this

Well, no.

Okay.MS. JONES:

MS. FALCONE:

1'\

"I'
"II

II

'I
'1 I-

3

..j

S

verification report.

MS. JONES: So the metric is just to look at the

:isting verification report to see if that information is

put out within the 30-day window?

MS. FALCONE: Yes. Actually, it's not within, it's

;; by a certain date.

MS. JONES: By a certain date.

MS. FALCONE: Right.

MS. MARTIN: How many times in a year does that eve~=

:::ccur?

MS. FALCONE: We're required to send it out o~ce a

'lear.

MS. MARTIN: So it would be once a year we're

~easGring an event related to White Pages.

rv1S . FALCONE: Yes.

MR. LOWE: Could I ask for a clarificatio~? ~~=e ~

year for each directory; :s that correct?

MS. SPRIGGS: Yes.

MS. FALCONE: Once a year for each directory ~cr eac~

=~2C, for 188 director~es, and that's just for Pennsyl~a~:a.

COr.J~.;1C"J'/';EAL.T~1 nF2::J8TJ·~-JG CDr~"PANY i 717' 761--' 1 C:=-i
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listing the samej is that correct?

MS. WOODS: Yes.

MR. HICKS: In your experience, has that always

happened that way?

MS. WOODS: No, it hasn't.

MR. HICKS: Of those that you have in front of you,

on either of these lists, these lists that we just shared,

how many of those had the instructions: leave the listing

[) alone?

MS. WOODS: All of them.

MR. HICKS: Let me try that again.

sure Verizon heard that as well.

Did you hear it, Your Honor?

I wanted to make

JUDGE WEISMANDEL: They don't seem to be much

interested, Mr. Hicks, so why don't you just proceed?

MR. HICKS: Okay. I just wanted to make sure t~at

cte staff and Your Honor heard that.

" JUDGE WEISMfu~DEL: I think you accomplished that.

1 I ~ MR. HICKS: All right.

For the record, I did indicate that XO Exhibit No.

=o~tains 86 listings, XO Exhibit No.4 contains 42 :is:~~~s.

a~d XO Exhibit NO.5 contains 24 listings, each of whi=h --

JUDGE WEIS;V'IA.l\JDEL: To keep things complete, how :Ta~.~'

total listihgS were i~ :hose

MR. HICKS: Three books?

COMMONWEALTrl REPORTlr"G COMPANY (717) 761-7150
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-- three books? I mean by book.

II
:1

II
4 I

J II
II
II

~
- II

!I
I' :1

II
" Ii

1,-,

, 1

Eighty-six -- so we can figure a percentage.

MR. HICKS: Ms. Woods, can you share with us your

analysis of each of those LVR reports with respect to the

types of problems you found? And share with us as well

total listings in the book, if you can.

MS. WOODS: The Philadelphia LVR report, I had 1,632

listings.

JUDGE WEISMANDEL: Whic.) one is that?

MS. WOODS: Philadelphia.

MR. HICKS: Philadelphia relates to XO Exhibit NO.5.

JUDGE WEISMANDEL: Thank you.

How many, ma'am?

MS. WOODS: One thousand six hundred and thirty-two.

JUDGE WEIS~~DEL: Thank you.

MR. HICKS: Out of it she referred 24 errors.

MS. WOODS: Actually, that's 26.

MR. HICKS: It's 26? Okay. Your counting lS ce::e~

~han r:llne. Thank yoc..

And the Ha~risturg book, which lS --

~/jS. 'wOODS: The Earrisbc.rg direct.ory, I ;',o'.re ::::::-e

. .
~or..est ~1ere I ~h~s directo~y doesn'~ c:~se

:=70rrow, so this information is not correct at the mo~e~t.

,~ hasn't gone into the TISOC yet.

MR. HICKS: When ycc. say not correct, let's be very

COMMO~,\tiE"'LT'-' RE"'ORTING COMPANY '7' 7) 76'.7150
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clear, you're saying that it hasn't been transmitted or
,

- I MS. WOODS: Exactly. I have not sent this

'-~

information to Helen Falcone yet.

-I MR. HICKS: That's a little bit different from not

being correct. What you have come up with thus far is what?

errors.

MS. WOODS:

MR. HICKS:

Out of 1,037 listings, I have found 42

And with respect to the Allentown/

Bethlehem book, which is related to XO Exhibit NO.3:

1:; MS. WOODS:

MR. HICKS:

I'm sorry; I don't have that completei.

That was the first one, actually; that

was the first one from which we had 86 --

the

MS. WOODS:

listings.

Yes. I just did not have the total count

MR. HICKS:

MS. WOODS:

(Pause. )

MS. WOODS:

MR. HICKS:

You don't have the other analysls.

Excuse me one momenc.

Two tho~sand one hundred and f:v~.

Two thousand one hundred and five.

':-JDGE ',E I 91A..NDEL : Tha:l.k you.

MR. HICKS: And l~ that we have the 86 listi~=s.

to the customer, whether or not they're a big customer Sf ;

s~all customer, whether there'S one or two errors? _ces
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matter what it would be, do you note that to be corrected or

do you make value judgments on the importance of the mistake

and sort of skip over ones that you think might not be

MS. WOODS; Yes.

MS. MARTIN: Thanks.

directory listing to be as accurate as possible?

MS. MARTIN: So when you go through, if you notice a

I intend to correct very singleMS. WOODS: Oh, no.

important?

one.

mistake, you add it to your report because you like the

4
Ii

s

II
'J

II
~

~
I,

II<~
'I
I

Cj II

1 , I

1 j

JUDGE WEISMANDEL: Mr. McClelland?

13 MR. McCLELLAND: Thank you, Your Honor. We would ask

:~ some questions generally of the witness, and those who have

some information, please indicate. I don't want to just

slngle any particular witness out.

Do any of the witnesses have any information

concerning the Verizon listing accuracy for Verizon's ow~

retail customers?

MR. FAWZI: I do not.

MR. NOLEN: I do not.

Me: WOODS: No.

JUDGE WEISMANDEL: Mr. Reeder, you didn't respo~d.

Do you have any information?

MR. REEDER: I'm attempting to respond. I believe

COMMONWEALTH REPORTING COMPANY (717) 761·715~
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a~ interrogacory presented by CTSI, No. 30, information was

VIS for Verizon Retail.

MR. McCLELLAND: Do you have that with you?

During the year 2000, they had 1,~56 directory listing

provided to us concerning the number of errors reported to

Is that out of apprc::imately 4.9

I want to make sure that I can present

I don't know. Michael?

MR. REEDER:

MR. DONAHUE: Okay.

MR. REEDER: The response was from Mr. Savino.

MR. McCLELLAND:

that.

errors reported to VIS.

-

"
il

~ I
'I

:5 II,I

"

:::
-

,-.:

,~

"

, ' j

million published directory listings?

MR. REEDER: Yes.

MR. McCLELLAND: Thank you.

I think I would direct this to Ms. Woods.

Y'YJ.' ve shown and you've had some exhibi t s abou c .::-:s:: 3:-::=,="0:

w~e~e the I think it's called the retained listing :~8:=~~=~-

W3S activated there were errors; is that correct?

MS. WOODS: Are you referring to the LAC~ fiel~,

~:sti~g activation

LACT.

MS. wocms: T~e listing activity?

MR. HICKS: I think he's referring to the re:er,="~=e

retaining the same listing.

~S. vJCODS: :es.

COMMONWEAL TH REPORTING COMPANY (717) 761· '7':2



256

an interest in developing a metric, would there be like a

retail comparison, or if there's a mistake that Verizon

makes that's relative to just a Verizon customer, do you

just wait until the next year to correct it, or would the

policy be to issue a supplement?

MS. FALCONE: We normally wait until the next year ~o

correct the listing.

MS. MARTIN: Are there any standards at Verizon that

identify when you would issue a supplement to correct a

mistake and when you would wait until the next year? So ~or

example there was a problem with Hershey and there was a

supplement issued. There may have been a problem with some

particular numbers, and you're going to wait until next

year. Is there a standard that you apply to determine when

you're going to issue a supplement?

MR. SAVINO: If I'm not mistaken, we went through

this line of questioning earlier --

JUDGE WEISMANDEL: I believe Ms. Jones asked exao:~j

t~'1ese questions.

!v1S. MARTIN: You did?

MS. JONES: Yes, I did.

MS. MARTIN: Okay, thank you.

MR. SAVINO: Sorry about that.

MS. MARTIN: What was the answer?

MS. JONES: No.

COI.'1MO~"WEAlTH REPORTING COMPANY (717) 761-7150
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Verizon PA 271 fi ling - Checklist Declaration

under the heading "Other Local Telephone Companies" (part of the Verizon PA

2 White Page Directory "Customer Guide" pages). An example of a page under the

3 heading "Other Local Telephone Companies" from the Lower Bucks County

4 White Page [Area Code 215/267], September 2000 - September 2001, is attached

5 (Attachment 224).

6 317. Verizon PA is asked to perform four types of activities with respect

7 to CLEC and Resellers' customers' White Page listings: (l) to leave the

8 customer's listing "as is" (unchanged) when a customer changes from Verizon PA

9 to a CLEC; (2) to add a listing; (3) to delete a listing; and (4) to modify a listing.

10 The procedures and controls for each of these four activities are discussed below.

11 318. If a carrier elects to serve a customer through resale or the UNE-

12 Platform, it must submit an order changing the type of service, but there is no

13 physical disconnection of the established Verizon PA service. Unless the carrier

14 asks Verizon PA to change the customer's listing, there is no need to submit an

15 order modifying or deleting the listings.

16 319. If a Verizon PA customer migrates to a CLEC that has its own

17 switch but uses the customer's existing loop, Verizon PA must disconnect the

18 customer's retail service, which automatically creates a listing service order to

19 delete the customer's directory listing. The directory listing is "restored" by the

20 competIng carrier's loop and number portability order.

21 320. Ifa CLEC places a "migrate as is" service order with Verizon PA,

the CLEC's customer's White Page listing remains exactly the same as when
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MR. MONAGLE: What is the process if -- what is your

2 understanding of the process if CTSI identifies an error as

3 a CTSI error? What is supposed to happen?

4 MR. REEDER: My understanding of the process is that

5 we would normally create an LSR or a DSR, whichever would be

6 appropriate, to make the correction, identifying that it was

7 an error, and make a change or a correction to the listing.

8 MR. MONAGLE: To your knowledge, did CTSI submit any

9 DSRs, corrective DSRs, for any of the error listings that

10 are on these documents that were produced in response to

11 discovery?

12 MR. REEDER: No. My understanding is that the

13 practice at that point in time, because you have such a

14 short period of time from the date we receive the LVRs and

be a reasonable amount of time to present DSRs or LSRs on

impossible to do, and the practice has been with all the

other CLECs that I'm aware of that whenever you get into the

As in Wyoming Valley, to create a

thousand documents in less than 20 workdays would be almost

the actual closing of the directories, that there would not

all of the errors.

21 directory closing period of time, you communicate it via

22 spreadsheets to facilitate the corrections being made.

23 MR. MONAGLE: Let me step back for a moment. Is it

24 correct that CTSI for Wyoming Valley and for Hazleton

25 received listing verification reports at least 30 business

COMMONWEALTH REPORTING COMPANY (717) 761-7150
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anything else to add to that?

COMMONWEAL TH REPORTING COMPANY (717) 761.7150

MR. KOHLER: Human intervention.

MS. MARTIN: Thank you.

to be adequate until these orders flow through without

I

I'm sorry. What was that ending?

Let me say this. Without reading it,

That's correct; 1,004 that were

I have a question, just a clarification

Your declaration states a whole lot more

Like, for instance, page 2, you're saying like

I think the testimony that I've heard today is if

MR. KOHLER:

MR. REEDER:

MR. SAMUEL:

MR. MONAGLE:

got to believe integration goes a lot further than whether

I mean, that would be sort of a meaningless standard. You

the listings are alphabetical and they're in the same book.

I'm not familiar with that passage from the order, but I've

MR. SAMUEL: The statement Verizon just gave, does

know, I think the FCC is going to look at the quality of the

AT&T's position is that that quality of service isn't going

service being provided on the wholesale side, and certainly,

1,004 in the Wyoming Valley directory, 1,004.

errors.

the orders do flow through, there likely isn't going to be

identified.

error.

human intervention.

on Mr. Reeder.

an error at least on the Verizon side, because you're

eliminating the step that creates the error, and that's the
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that state the same information you provide? Did you give

COMMONWEALTH REPORTING COMPANY (717) 761-7150

street.

MR. REEDER: Well, the 188 are the ones that

that were identified, 188 minimum that were not corrected,

They were part of

Yes, we anticipated that thereRight.

So, I mean, we're looking at 1,000 errors

So the 188 were included.

MR. REEDER:

MR. SAMUEL: On the same point, you also said that

MR. REEDER: The 1,004 were errors that were

prior to directory publication. The 188 errors that are

the 1,004 error list, because here I see only 188 errors.

ended up as errors when the directory was printed and

MR. SAMUEL: So would you consider 188 as a better

identified in this report are the ones that ultimately still

identified on the LVR that was provided to us by Verizon

heard you say, but here it's much less than 400; like 188.

distributed.

the 1,004 that were identified prlor to that.

you expect or anticipate, in your words, like 400 errors, I

provided to us.

number, you know, in the error -- because, actually, 188 had

subsequently contacted us since the directory hit the

that does not include any that customers have called us with

along with the other ones then that the customers have

a problem.

since that we were unaware of when the directory LVR was

ultimately appeared or didn't appear in the directory. Now,
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